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CHAPTER TEN
SUPPORT SERVI CES PROGRAM MANAGER

1001. BASIC M SSION. Provide the follow ng support functions
and services to eligible personnel in support of ICs, tenants,

fl eet custoners, base popul ations, retirees and Navy famlies in
t he Hanpton Roads region:

1) Mrale, Wlfare and Recreation (MAR) Servi ces,
i ncluding Child Devel opnent Centers (CDCs)

2) Fanmily Housing

3) Bachel or Housi ng

4) Food Service

5) Navy Fam |y Service Centers

6) Fam |y Advocacy Program Services

The m ssions for these functions:

a. MM Services. To provide physical fitness,
recreational, food and beverage, and child devel opnent
facilities and prograns in an efficient and responsive manner
for all eligible patrons in the Hanpton Roads region.

Oper ati ons benefit individuals’ physical, enotional, social and

mental well being, thereby increasing satisfaction with Mlitary
Life and contributing directly to Fleet Readi ness and Retention.

b. Famly Housing. To provide famlies quality
nei ghbor hoods, residences, and services which neet their needs,
enhance their norale and retention and thus the operational
readi ness of the Navy.

c. Bachelor Housing. To provide clean, habitable and
secure accommodations, with the custoner being the nunber one
priority, while constantly striving to i nprove both the
facilities and the custonmer service.

d. Food Service. To provide whol esonme, nutritious,
quality neals in a sanitary environnent to patrons at the | owest
cost practical throughout the Hanpton Roads region with trained
culinary professionals. W wll maintain a cafeterialbuffet

10-1



COWNAVREGM DLANTI NST 3120. 1

at nrosphere conduci ve to the highest standards of food service
and achi eve the nost efficient neal services possible.

e. Navy Family Service Center. To be an efficient,
responsi ve and coordi nat ed organi zati on whi ch provi des
information and referral, education, advocacy, and counseling to
support operational readiness, increase retention of quality
personnel, and enhance quality of life for service nenbers and
their famlies.

f. Famly Advocacy. To support a ready Navy force in
Hanpt on Roads and t hroughout the Md-Atlantic Region, build
heal thy Navy families, and sustain a strong Navy conmunity
t hrough conprehensi ve approaches to prevention, intervention,
trai ning, research, and eval uati on addressi ng abuse and negl ect
in Navy famlies.

1002. DUTIES, RESPONSIBI LI TI ES AND AUTHORI TY OF REG ONAL
SUPPORT SERVI CES PROGRAM MANAGER

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Ensure program and functional services are delivered to
the eligible custonmers in a tinely, effective, custoner
friendly, and efficient manner.

1002.1 DUTI ES, RESPONSI BI LI TI ES AND AUTHORI TY OF REG ONAL MAR
SERVI CES OPERATI ONS.

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Establish regional policy to review, on a case-by-case
basi s, each Appropriated Fund (APF) position vacated for Non-
Appropriated Fund Instrunmentality (NAFI) conversion, with
conpensating Utilization Support and Accountability (USA)
practices reinbursenent funding, to capture savings in
accordance with CI NCLANTFLT and SECNAV poli cy.

c. Coordinate Regional Mrketing and Sponsorship
Qpportunities.

d. Conduct Regional Facility Pl anning.

e. Standardi ze Procedures and Poli ci es.

10-2



COWMNAVREGM DLANTI NST 3120. 1

f. Inplenent Regional Marketing Pl an.

g. Provide Regional Resource and Referral for Child Care.
h. Coordi nate regional prograns and special events.

i. Establish/coordinate regional sharing of assets.

j. Develop regional core programs with standardized fees,
policies and procedures.

k. Elimnate or consolidate costly/underutilized and
duplication of prograns.

|. Establish centralized registration (childcare).
m  Standardi ze fees, policies and procedures (childcare).

n. Provide single Regional Management O fice for
Personnel , Payroll, Accounting and Procurenent.

0. ldentify/facilitate use of regional contracts.

p. Develop and provide routine, recurring or special one-
time reports, as required by higher authority.

1002. 11 DUTI ES, RESPONSI BI LI TI ES AND AUTHORI TY OF REG ONAL MAR
STOREFRONT OPERATI ONS

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Develop, submt and execute approved budgets.

c. Provide Central Cashier services.

d. Provide adm nistrative support for assigned personne
(time cards, enployee indoctrination, enployee assistance, TAD
Orders, Training Requests, etc.).

e. Provide Petty Cash managenent and accounti ng.

f. Certify Funding.

g. Docunent Verification.

h. Provide property tracking, accounting and nanagenent.
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I. Provide custoner service, support and gui dance.

j. Maintain/provide data and statistics as required to
support routine, recurring or special reports.

k. Develop capitalization plans for assigned area.
I. Assess patron needs.

1002. 2 DUTIES, RESPONSIBI LI TIES AND AUTHORI TY OF REG ONAL
FAM LY HOUSI NG OPERATI ONS

a. Report to and provide support to regional PMin the
execution of assigned responsibilities for the functional area.

b. Provide a confortable and secure living space in a
heal thy environnment at all tines.

c. Prepare annual budgets, POM mi d-year and end-of -year
reports as required by higher authority. Coordinate with
Regi onal Conptroller on all financial matters.

d. Validate new and existing requirenents based on
cost/ benefit anal ysis.

e. Initiate and nonitor the maintenance of government
guarters to include projects, contracts, inspections and service
calls.

f. Establish and provide dail y/energency response team

g. Provide quality customer service wth custoner feedback
wi thin 24 hours.

h. Standardi ze policies and procedures throughout the
regi on.

i. Provide regional utilization policy to nmaxim ze
assi gnnent and use of governnent quarters.

j. Ensure all Housing facilities conply with Navy
st andards under regional rules and regulations.

k. I nplenment housing requirenents survey process,
acqui sition program and the Set-Aside Program
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| . Provi de | andl ord/tenant nedi ati on servi ces.

m  Provi de hone buying, selling, and property nanagenent
counsel i ng and wor kshops.

n. Provide civilian conmunity briefings and training to
command onbudsman, and property managenent real estate conpanies
to apprise of special progranms and opportunities for famly
housing in the AOR

0. Service as conplex and sub-conpl ex Coordi nator for Base
Loadi ng.

p. Provide managenent and oversi ght of Flag Housing to
i ncl ude budgets, maintenance and reporting requirenents.

g. Develop, nonitor and execute utilization plans that
i ncl ude assignnent, inventory actions, pay and all owances, and
requi rements pl anni ng.

1002. 21 DUTI ES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REGQ ONAL
FAM LY HOUSI NG SI TE OPERATI ONS

a. Provide Training/Adm nistration for assigned personnel.
b. Coordi nate mai ntenance and speci al projects.

c. Coordinate site |level nmintenance and self-help
operati ons.

d. Responsible for Fam |y Housing APF budget subm ttals.
e. Develop, nonitor, and execute utilization plans for
site, which includes assignnent, inventory actions, pay and
al | omances and requirenents planning.

f. Provide receiving/purchasi ng warehouse operati ons.

1002. 3 DUTI ES, RESPONSI BI LI TI ES AND AUTHORI TY OF REGQ ONAL
BACHELOR HOUSI NG ( BH) OPERATI ONS

a. Report to and provide support to regional PMin the
execution of assigned responsibilities for the functional area.

b. Provide confortable and secure living spaces in a
heal thy environnent at all tinmes to include providing state of
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the art conmunications capability and wel | - nmai nt ai ned
facilities.

c. Provide safe, easy and econom cal storage for Bachel or
Housi ng NAFI and APF materi al s.

d. Prepare annual APF/ NAF budgets, POM m d-year and end-
of -year reports as required by higher authority.

e. Validate new and existing requirenents based on
cost/ benefit anal ysis.

f. Provide first class conference facilities with state of
the art audi o-vi sual equi pnment for custoner use.

g. Initiate and nonitor the maintenance of government
quarters to include projects, contracts, inspections and service
calls.

h. Establish and provide daily/enmergency response team

i. Provide quality custoner service with custonmer feedback
wi thin 24 hours.

J. Standardi ze rates, services and anenities, policies and
procedures throughout the region.

k. Provide regional utilization policy to nmaximn ze
assignment and use of governnment quarters.

| . Provide a 1-800 BH nunber for Central Reservations to
i nclude all branches of services.

m Maintain front desk teanms nmanned continuously to
deliver custoner service at all BH storefront | ocations.

n. Install and maintain appropriate security systens.
0. Ensure all BH facilities conply with Navy standards and
applicabl e regi onal directives.

p. Provide centralized NAFI accounting, supply,
war ehousi ng, and NAFI personnel/payroll functions.

g. Conplex and sub-conpl ex Coordi nator for Base Loadi ng.
r. Develop, nonitor and execute utilization plans that

i ncl ude assignnent, inventory, and requirenents planning.
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1002. 31 DUTI ES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REGQ ONAL
BACHELCOR HOUSI NG SI TE OPERATI ONS

a. Provide training/admnistration for assigned personnel.
b. Coordi nate mai ntenance and speci al projects.
c. Provide oversight for storefront operations.

d. Coordinate site |evel maintenance and self help
oper ati ons.

e. Responsible for APF/ NAFI budget submttals from
assi gned storefronts.

f. Coordinate BH Reports (NAVFAC Form 4550/ 1 (4-98), Navy
Bachel or Housing Utilization Report, R-19, R 21) for assigned
storefronts.

g. Develop, nonitor, and execute utilization plans for
site, which includes assignnent, inventory, and requirenments
pl anni ng.

h. Provide receiving/purchasi ng warehouse operations.

1002. 32 DUTI ES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REGQ ONAL
BACHELOR HOUSI NG STOREFRONT OPERATI ONS

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Provide front desk operations.

c. Conduct roonibuilding inspections.
d. Provide central cashier/accounting operations.

e. Provide facilities/functional nanagenent.

f. Devel op and execute, upon approval, NAFI/APF budget
requirenments.

g. Provide conference facilities for eligible patrons.

h. Provi de Housekeepi ng/ Command Area C eani ng.
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i. Participate in BHH Gl ley Quality of Life Advisory Board
nmeet i ngs.

j. Develop, nmonitor and execute utilization plans that
i ncl ude assignnent, inventory actions, pay and all owances and
requi renents pl anni ng.

1002.4 DUTIES, RESPONSI BI LI TIES AND AUTHORI TY OF REG ONAL FOOD
SERVI CE DI RECTOR

a. Directly responsible to the Support Services PMfor al
food service functions within the assigned area of
responsibility. Interface as required with COWAVREG M DLANT
Install ati on Commanders and NAVSUP representatives concerning
all food service matters.

b. Provide technical and financial control of all food
services storefronts responsible to the Support Services PM

c. Provide admnistrative support and technical guidance
to Regi onal Geographic Food Service Coordi nators and storefront
A Cs.

d. Exercise personnel performance, recognition, discipline
and professional devel opnent authority over assigned personnel.

e. Mintain required manning | evels at each storefront, in
Iiaison with the Regional Commander, CI NCLANTFLT and BUPERS, as
appropri ate.

f. Prepare regional food service operating budget.

g. Provide centralized food service records keeping, Mss
At t endant and operational contract coordination between FI SC
Norfol k and assi gned storefronts, and nonitor storefront OPTARs.

h. Provide central planning, review and final approval for
equi pment repl acenents.

i. Standardize regi onal nenu.

j. Standardi ze and adm ni ster professional training and
devel opnment via training teans.

1002. 41 DUTIES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REG ONAL
GEOGRAPHI C FOOD SERVI CE  COORDI NATORS

10-8



COWMNAVREGM DLANTI NST 3120. 1

a. Provide support to regional PMin the execution of
assigned responsibilities for the functional area.

b. Performduties as Accountabl e Food Service Oficer at
each assigned storefront as defined by NAVSUP Publication 486,
volunme 1, revision Novenber 1998, paragraph 1104, sections 1-2.

c. Mintain food service standards at each assi gned
storefront as prescribed in NAVSUP Publications 486, 421, P-7
and BUMED Publication 5010.

d. Act as direct |iaison between the Support Services PM
the I C and the Regional Food Service Director.

e. Coordinate all adm nistrative functions between each
assigned storefront and the Regional Food Service Ofice.

f. Prepare and submt operating budget requirenents and
spendi ng plans for each assigned storefront to the Regional Food
Service Director as required.

g. Performroutine sanitation inspections and surprise
cash counts for each assigned storefront and provide results to
t he Regi onal Food Service Director.

h. Coordinate all contract nodifications, suspensions and
term nati ons between each assigned storefront, FISC Norfolk, the
contractor and the Regional Food Service Ofice.

i. Monitor each assigned storefront facility and equi pnent
mai nt enance program Coordi nate mai nt enance acti ons between the
assigned storefronts and the cogni zant PWC or private
mai nt enance contractor.

j. Assist in nonitoring nmanning |levels at each assigned
storefront and initiate corrective action between the Regi ona
Commander staff, CI NCLANTFLT, BUPERS and the Regi onal Food
Service Ofice, as appropriate.

k. Chair the installation Menu Review Board and provide
custoner feedback to the I1C and the Regional Food Service
Director.

| . Coordinate training schedules for each assigned
storefront and the Regional Food Service Ofice.
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1002. 42 DUTI ES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REG ONAL FOOD
SERVI CE STOREFRONT OPERATI ONS

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Performall duties as Food Service Oficer as defined
in NAVSUP Publication 486, volune 1, revision Novenber 1998,
par agraph 1104, sections 3 through 8.

c. Operate assigned food service storefront as prescribed
i n NAVSUP Publications 486, 421, P-7 and BUMED Publication 5010.

d. Responsible for food production, facility sanitation,
recei pt and stowage of subsistence itens and outside ground
mai nt enance.

e. Perforns duties as Contracting Oficer Representative
(COR), nonitoring contractor perfornmance.

f. Initiate all equipnent and facility nai ntenance actions
via the cognizant PWC or private maintenance contractor and the
Regi onal Geographi ¢ Food Service Coordi nator.

g. Facilitate required training through the Geographic
Food Service Coordi nator. Record attendance and nake
appropriate training record entries.

h. Initiate or provide all admnistrative functions
required.

i. Review and approve/di sapprove all Basic Al owance for
Subsi st ence requests.

1002.5 DUTIES, RESPONSI BI LI TIES AND AUTHORI TY OF REG ONAL NAVY
FAM LY SERVI CE CENTER (INFSC) OPERATI ONS

a. Provide support to regional PMin the execution of
assigned responsibilities for the functional area.

b. Provide central office for nanagenent and oversi ght of
famly service center operations in Hanpton Roads Regi on.

c. Provide centrally managed contract support and
oversi ght.
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d. Centrally establish, manage and oversee program
direction, planning, policy, devel opnent, personnel nanagenent,
budget execution, adm nistrative and support services. Provide
| ong range fiscal planning and advocate with higher authority
for adequate resources.

e. Responsible for five storefronts delivering NFSC
progranms and services (Norfolk, Little Creek, Oceana/ Dam Neck
Yor kt own/ Newport News, and Nort hwest).

f. Provide 24-hour information and referral services for
region and national area via |local and 1-800 phone I|ines.

g. Serve as Contracting Oficer's Representative (COR) for
regi onal Human Services Contract.

h. Serve as NFSC Policy advisor to PM

i. Ensure all sites neet Navy Personnel Conmand
( COVWNAVPERSCOM) accreditation standards for NFSCs; coordinate
accreditation site visits.

j. Ensure regional marketing and information
di ssem nation

k. Prepare/consolidate regional reports and statistical
dat a.

| . Coordinate regional NFSC crisis response services for
| arge-scal e events to include mass casualty situations, Non-
conbat ant evacuations, repatriation and nobilization. Devel op,
execute and nonitor regional plans. Ensure coordination and
conpatibility wth regional disaster preparedness plans.

m Assure that a continuous quality inprovenent process is
in place for the regional FSC program

1002. 51 DUTIES, RESPONSI Bl LI TIES AND AUTHORI TY OF REG ONAL NFSC
STOREFRONT OPERATI ONS

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Provide a full-service NFSC programthat fully neets
accreditation standards.
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c. Ofer operational readiness support to include
information and referral services, outreach and education
progranms for commands and individual service/famly nmenbers in
areas such as depl oynent support, life skills education,
personal financial nanagenent and onbudsnan support.

d. Ofer and/or coordinate nobility support to include
education, counseling, and information and referral services to
facilitate service and fam |y nenbers' adjustnment to the nobile
mlitary lifestyle, positive relocation and successful
transition to civilian life.

e. Ofer counseling, advocacy and prevention services to
i ncl ude clinical counseling, victimintervention and
preventative educati on.

f. Provide imrediate crisis response services to assi st
commands in dealing with traumatic incidents affecting one or
nore of their personnel and/or famly nenbers.

g. Evaluate quality and outcones of services provided,
initiate corrective action and/or recomrend regional policy
gui dance to PM via the Regional NFSC Director.

h. Collect, analyze and report service delivery data.
i.  Manage property inventory and coordi nate, as required
with appropriate PM to neet storefront requirenents for

supplies, equipnment and facilities.

1002. 6 DUTIES, RESPONSI Bl LI TI ES AND AUTHORI TY OF REGQ ONAL
FAM LY ADVOCACY PROGRAM ( FAP) OPERATI ONS

a. Provide support to regional PMin the execution of
assigned responsibilities for the functional area.

b. Provide central office for managenent and oversi ght of
regi onal FAP service delivery in Hanpton Roads Regi on.

c. Provide centralized delivery of specialized services
(i.e., child sexual abuse evaluations and child counseling).

d. Centrally establish, manage and oversee program

direction, planning, policy, personnel managenent, budget
execution, adm nistrative and support services.
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e. Responsible for five storefronts delivering program
services, including FAP case managenent, counseling, victim
servi ces, and New Parent Support services at Norfolk, Little
Creek, Portsnouth, Cceana and Yor ktown.

f. Develop and maintain regional standard operating
procedures.

g. Monitor service delivery, program functions and
perfornmance of storefronts.

h. Ensure appropriate nenbership and operation of Regional
Case Review Conmittees (CRCs). Provide training for nenbers.

i. Provide technical and clinical oversight for al
aspects of FAP.

j. Provide assistance to COVWAVREG M DLANT, PMs, |GCs,
Medi cal Treatnment Facility COs, and unit Commanding O ficers in
al | aspects of FAP.

k. Chair Regional Child Sexual Abuse Response Team and
Donestic Violence Steering Comm ttee.

| . Oversee privileging and credential actions.

1002. 61 DUTI ES, RESPONSI BI LI TI ES AND AUTHORI TY OF REG ONAL FAP
STOREFRONT OPERATI ONS

a. Execute assigned responsibilities delineated in Chapter
4 of this directive.

b. Provide FAP intake/ assessnent/case nmanagenent services.
c. Provide clinical counseling.
d. Provide victimsupport/Victim Services functions.

e. Provide New Parent Support services and New Parent
Support Team screeni ng.

f. Provide information, advice, and recomendations in
response to COWAVREG M DLANT, IC, PMor tenant comands on
speci fic FAP concerns.

g. Upon receipt of reports of child or spouse abuse,
conpl ete incident reports.
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h. Conplete safety screens/response.

i. Respond to child and/or spouse abuse energenci es.
j. Make initial command notifications.

k. Mke CRC witten notifications.

. Conplete required after-action requirenents as a result
of CRC determ nati ons.

m Provide conpl ete case reviews for each case.
n. Provide for clinical assessnents (including risk
assessnents, child counseling eval uations, and psychosexual

eval uations).

o. Make child abuse reports to Child Protective Servi ces.
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